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Start Root Prioritization Routine 
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Receive a set of requests from a set of contacts to be connected to an operator 



Generate a first priority level score for the requests based on an acoustical 
analysis of a contact speech signal within the request 



Generate a second priority level score for the request based on a keyword 

analysis of the request 



Combine the priority level scores into a combined priority level score 
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Prioritize the request within the set of requests based on the combined priority 

level score 



Route to the operator a request, from the set of requests, having a highest 
combined priority level score 
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(^^tart Prioritization Routine^^^ 
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Receive a request from a contact to be connected to an operator 

i — 

If the operator is available, connect the contact to the operator 



If the operator is not available, connect the contact to an Interactive Voice 

Response (IVR) module 



Record and store a first message from the contact in a message mailbox 



Associate a priority level attribute with the contact and the first message 

i — 

Ask the contact to select and assign a priority level, to the first message, from a 

list of priority levels. 



Associate a second set of attributes with the first message 



Store the priority level attribute and the second set of attributes in a message 

attributes database 



If the contact has requested to be put "on-hold", route the contact to the on-hold 

queue 



Collect and store a second message from the contact in the message mailbox 



Access the first and second messages stored in the message mailbox 



Generate a set of emotional confidence scores for the first and second messages 
with respect to a set of predefined emotions base on acoustic features found 

within the messages 
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Figo 3A 
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Set a priority level confidence score for the priority level attribute to a 
predetermined value based on a predetermined combination of the emotional 

confidence scores 



Store the confidence score for the priority level attribute in the message 

attributes database 



Convert the first and second messages stored in the message mailbox into a 

textual file 



Search the textual file for a predetermined set of keywords or key phrases 



Set a priority level confidence score for the priority level attribute to a 
predetermined value base on whether the message includes a predefined set and 
number of the keywords and key phrases 



Store the confidence score in the message attributes database 



Search the textual file, introduced above, for a predetermined set of business 
relevance keywords related to a predefined set of business relevance categories 



Set a priority level confidence score for the priority level attribute to a 
predetermined value base on whether the message includes a predefined set and 

number of the business relevance keywords 



Store the confidence score for the priority level attribute in the message 

attributes database 



Identify the priority level assigned to the first message by the contact 
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Figo 3B 
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Set a contact-assigned priority level confidence score equal to one of a set of 
predetermined priority level confidence scores, depending upon the priority 

level assigned by the contact 



Store the confidence score for the priority level attribute in the message 

attributes database 

Retrieve each of the confidence scores stored in the message attributes database 
by the various classifiers for the priority level attribute 
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Dynamically assign a weight to each of the confidence scores depending upon 
the classifier from which the confidence score was received 
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Calculate a combined confidence score for the priority level attribute based on 
all the confidence scores received from the various classifiers 
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Store the combined confidence score for the priority level attribute in the 
message attributes database 
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Sort the messages in the message mailbox and the contacts in the on-hold queue 
based on their respective combined confidence scores stored in the message 

attributes database 
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Request a next message in the message mailbox or connection to a next contact 

on-hold in the on-hold queue 



Send the highest priority message in the message mailbox to the operator, or J" 
connects the operator to the highest priority contact in the on-hold queue 
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End 



Fig. 3C 



